The paper explores some issues of public e-services perception by Russian citizens. Based on the modern literature, we construct a hierarchical model of public e-services (PeS) adoption. We argue that the coexistence of public services provision in the traditional format with electronic one represents the nowadays specifics of PeS adoption in Russia. Thus PeS is actually not an integral part of the public services delivery process. The research is based on the authors' survey of the St. Petersburg Portal of Public Services and up-to-date techniques of data analysis. We demonstrate that the Russian customers of public e-services indeed do not perceive as a part of the integral process of public services provision. The article concludes with special recommendations on further PeS delivery process development and improvement.
Development of information and communication technologies (ICT) at the end of the 20th century and the beginning of the 21st century allowed state authorities to expand their approaches to improving organizational models and methods for interaction with the customers of public services. The private sector's success in the development of new, more effective and client-oriented ICT-based business models inspired governments worldwide to develop their own e-government concept.
The rapid growth of speed and quality of information transfer, the development of e-commerce and social networks over the last ten years have radically changed the methods and means of communication of citizens with organizations and with each other. As a consequence, citizens' expectations regarding the availability and quality of public services have been increasingly associated with simplification of access to such services -from any point, all over the globe, and at any time, using different communication channels. Today, e-government development strategies are aimed at providing greater personalization of citizen service through multichannel access to public services, which practically means combination of the traditional and electronic forms of interaction. Thus, in reality, the traditional and electronic channels coexist and complement each other, requiring effective coordination of the supply and demand side of public services. Any government has various expectations associated with the customer self-service promotion, like marginal cost reduction, lower bureaucracy, better customer satisfaction and greater overall confidence and trust in the government. Therefore, public services demand studies are crucial for better understanding of the customers and creation of channels mix, adequate to the current customer preferences.
Although there are many studies focused on the public e-services (PeS) supply and technology issues, still there is a lack of research that examine the citizens' demand for and the use of PeS [Gould, Goldfinch, Horsburgh, 2010 ]. Nevertheless, a low level of PeS adoption by citizens represents one of the main limiting factors of the return on investment in different e-government projects around the world [Hung, Chang, Yu, 2006] . Evidence from countries -the leaders of e-government development (like Australia, the USA, the UK) -reveals that individuals not simply use the new ICT in different and sometimes unexpected ways, but also may actively resist the use of them [Fountain, 2001] . The neglect of demand studies leads to low efficiency and effectiveness of public e-services, undermines citizens' trust in the new ways of interaction with public authorities, limits the customer orientation to the newly created PeS.
There are several important reasons to conduct a deeper PeS demand-side research in Russia and shed light on the peculiarities of Russian customers attitudes towards public e-services. First, Russia has made a significant leap in the e-government development. According to the UN e-government survey of 2016, by the level of online services development Russia has improved its position from the 50th in 2005 to the 35th in 2016 out of 193 countries [UN, 2016] . Since the early 2000s, a number of federal programs and concepts have been implemented, such as "Electronic Russia 2002-2010", "The Concept of e-government development till 2010", "Information society 2011-2020". Up to now, the regional governments have implemented interagency electronic systems, multifunctional centers for public services delivery, regional public services web-portals, etc. For the federal PeS provision, the Uniform Federal portal was created. As statistics show, the most popular e-services among the citizens of Russia are doctor appointments, traffic fines information, filing of tax returns, issue of foreign passports, registration at the place of residence, issue and change of national passports [Minsvyaz, 2015] .
Second, despite numerous studies focused on the assessment of public e-services development, there has been little evidence on the public e-services customer profiles, particularly, as far as the customer peculiarities or behavioral characteristics are concerned. The demand-side research has usually been limited to the overall descriptive statistics on a number of public e-services customers and their preferences towards the proposed PeS [InfoCity, 2014] ).
Third, significant budget constraints of the last several years require a much more balanced policy for the public e-services development, including demand stimulation programs, for providing a higher return on investments. Such programs should be based on detailed customer studies allowing effective customer segmentation and targeting.
Fourth, according to the Decree of the President of the Russian Federation of 07.05.2012 No. 601 "On Main Directions of Improving the System of Public Ad ministration" 70% of citizens must use electronic public services by 2018. This task leads to additional pressure on the public authorities, responsible for public e-services development, and strengthens the need for the demand research. In this paper we put forward a simple model of PeS adoption by citizens. As we discuss below, this model is relevant to the current situation with PeS adoption in Russia as there is, virtually, no research on the attitudes of Russian citizens towards PeS.
In an attempt to fulfill the lack of such research, we carried out a pilot study on customers of PeS in St. Petersburg which is the second largest city in Russia in terms of population and is one of the leaders on the ICT and e-government development [Minsvyaz, 2016] . The regional web-portal of public e-services in St. Petersburg provides more than 150 public services in the electronic form. Nevertheless, the overall demand for these public e-services remains comparatively low. According to the official statistics, the fraction of the St. Petersburg citizens that used public e-services in 2016 was 49% which is even less than Russia's average of 51,3% [Rosstat, 2017] .
Thus, the aim of this research is to reveal the St. Petersburg citizens attitudes towards the public e-services as provided via the St. Petersburg Web-Portal of Public Services (hereafter, Portal). We limited the scope of our research to a pilot study, which allows to preliminary answer the principal questions on PeS adoption by Russian citizens in a general way and to clarify the requirements for a further bigger research.
The rest of the paper is organized as follows. Section 1 provides literature review on the topic. In section 2 we discuss the theoretical framework of the research, as well as give the description of the research methodology and the collected sample. Section 3 is devoted to discussion of the obtained results. Section 5 contains recommendations and concludes.
literature review
Studies of the demand for public e-services often imply assessment of how and why consumers adopt these services or refuse to use them [Reddick, 2005] . In a general form, the demand for PeS is studied in the following three principal ways [Golubeva, Merkuryeva, 2006] . 1. Research on the citizens' awareness. Such papers focus on the analysis of the degree of public awareness about various e-government programs and projects or the analysis of the existing range of public services, available in the electronic format (see, for example, [Choudrie, Dwivedi, 2005; Al-Jaghoub, Al-Yaseen, AlHourani, 2010] ). 2. Research on the usage intensity. Within this group of studies a particular importance is attached to assessment of the level of PeS demand, based on the degree of users' activity. In this type of studies, the structure of the already existing demand is revealed. The assessment of the current and potential usage intensity allows to understand which e-Public services need to be supported and developed [Nam, 2012] . 3. Studies on the factors of demand. In these studies, the main purpose of research is to reveal the factors affecting the demand for public e-services. This strand of literature includes studying of the user satisfaction with the existing PeS and identification of the factors limiting the use of these services (see, for example, [Carter, Bélanger, 2005; Gould, Goldfinch, Horsburgh, 2010; Niehaves, Gorbacheva, Plattfaut, 2013; Taipale, 2013; Öktem, Demirhan, Demirhan, 2014; Hamid et al., 2016] ). This last group of studies represents the major interest for our research. We referred to the previous studies in different countries in order to create a list of the most important PeS demand factors, which were revealed by other researchers. As our analysis showed, these factors are related to access to, trust in, and motivation for usage of electronic channels of interaction with the government.
Access to public e-services
Access to the electronic channels of communication with the government directly affects the level of social involvement as a result of the implementation of the relevant projects. The citizens' access to PeS should be considered from two principal angles: (1) as access to the communication technology (Internet) and (2) as a possibility of multi-channel access to PeS. 1. The group of factors (customers' characteristics) such as availability of physical access to the Internet, digital literacy and Internet usage experience, educational level of the user, etc., are of crucial importance when the government chooses optimal channels of interaction to improve the delivery of its e-services. For instance, research on the factors influencing the usage of PeS in Turkey in 2014 revealed the significance of the Internet access for public e-services adoption [Ök tem, Demirhan, Demirhan, 2014] . A similar research for Australia and New Zealand in 2010 confirmed the important role of the Internet usage experience [Gould, Goldfinch, Horsburgh, 2010] . 2. However, provision of physical access to the electronic format of PeS delivery is majorly not enough. To construct a comprehensive organizational model for the provision of public services, comprising a set of channels of interaction, the multi-channel public service delivery is of principal importance. Specifically, customers of PeS should have several options of obtaining a PeS, including a web-portal access, a special application, an electronic kiosk, etc. Under a multi-channel public service delivery framework, the customer independently chooses a channel from the offered ones, guided by the criteria of accessibility, convenience, personal preferences or circumstances, and the provider implements the strategy of multichannel provision of public services -an action plan aimed at optimizing the processes of providing public services through developing a complex of interrelated traditional and new channels of interaction.
Thus, development and implementation of a customer-oriented strategy for the development of multi-channel access to public services requires that the executive authorities make informed choices about new channels of interaction, taking into account the factors influencing such choice.
For example, it has long been discussed that in the implementation of public services for target groups with a low level of digital literacy, the preferred channels for interaction will be multifunctional centers of consumer service or electronic kiosks. A study, conducted in Germany in 2013 and based on a sample of 1930 respondents from three major cities, proved, in particular, the significance of the user's education level for public e-services adoption [Niehaves, Gorbacheva, Plattfaut, 2013] . Another research, conducted in Finland in 2013, revealed that not only the level of education, but also the level of income, family structure, as well as the size of the city could predict the level of public e-services use [Taipale, 2013] .
Thus, the accessibility of ICTs in general and the level of users' access to new ICTs (defined as their ability to use ICT for receiving electronic services) are basic conditions for formation of demand for public e-services.
Trust in the electronic communication with authorities
Once access to PeS is duly provided, customers' trust in interaction with authorities in the electronic format comes to front. And this trust is determined by two principal aspects -technological and institutional. Various studies showed the importance of trust, both in the new technologies and in the government at large, in increasing the usage of the new channels of interaction (see [Warkentin et al., 2002; Welch, Hinnant, Moon, 2005; Colesca, 2009; Lamberti, Benedetti, Chen, 2014] mation and data sent over such channels, trust in electronic transactions increases over time. The research, conducted among the local population of the United States in 2005, showed that both public trust in the government and confidence in the Internet explain the intention of citizens to use public services in the electronic form [Carter, Bélanger, 2005] .
But it is much more difficult to change the level of institutional trust and the established stereotypes of interaction with authorities. By exerting a significant influence on the demand for PeS, the level of confidence in the government itself becomes a crucial factor in the success of PeS adoption.
The traditions of relations between the state and the society may weaken the incentives for switching from the traditional to the electronic channels of interaction, since both parties, involved in the process, lose the opportunity of personal influence on the process of PeS provision/obtaining. Studies show that individuals are more likely to use the electronic format only to obtain the necessary information rather than to completely solve specific problems by receiving the corresponding public's services. In addition, in several studies, the perceived quality of traditional channels was shown to be correlated with the adoption of the new electronic channels of interaction, that is, increasing the quality of service within the traditional channels increases the demand for the new electronic channels (see [Lee, Kim, Ahn, 2011] ). For example, a study conducted in Canada in 2012 showed that citizens who had previous positive experience of the traditional interaction with the authorities were late three times more satisfied with the usage of PeS [Reddick, Turner, 2012] .
Thus, users' trust in public electronic services and their willingness to use them directly depends on the users' previous experience in electronic interaction (making transactions), and on their experience in off-line interaction with public authorities. Therefore, the users' level of trust based on that experience creates the next principal condition, positively affecting the attitudes towards public e-services and their adoption.
Motivation for using public e-services
The motivation for using the new electronic channels of interaction is determined by the expected benefits from their use, which are related, first of all, to the qualitative characteristics of these new channels, as well as the number of services that the user can receive with their help. For example, a research on the public e-services usage, conducted in Malaysia in 2016, proved a significant role of the perceived benefits in the PeS demand formation. The authors found that the perceived usefulness and the ease of use are strongly positively correlated with the intention of citizens to use PeS [Hamid et al., 2016] .
And this should be a starting point for changing the proportion of users of the traditional and the electronic channels of obtaining public services. The key thing here is that the new electronic channels of interaction provide lower unit cost of a service. Therefore, the distribution of customers between the traditional and the electronic channels is crucially important for minimizing the aggregate costs of serving citizens.
In this regard, public authorities in the advanced economies develop different channel migration strategies, encouraging customer self-service. The success of these strategies largely depends on the customers' attitudes to the electronic channels of interaction (via the public services portals, for example) and their willingness to receive services in this new format.
In a number of Western countries, whole systems of special incentives for customers are used, which allow to provide additional benefits through the use of electronic channels, e.g. submission of documents in the electronic form; free software and training programs; additional services of automatic calculation of taxes, provision of free certified electronic copies of documents, notifications in electronic format, etc. In some countries, the electronic format of interaction with the government when filing tax returns is specified in the legislation, f. e. in Australia, the electronic format is required to use by organizations with the annual turnover of more than 20 million USD, in Austria -more than 100,000 euros [OECD, 2016] .
It is also important to emphasize that the perceived quality of the proposed e-government services is one of the main motivating factors for their use. It can be determined by the ease of use, the speed of service provision, usability, as well as other benefits. This conclusion was made in a research of Italian authors where they showed that the new electronic channels of interaction were more positively perceived by users, if the quality and security of electronic services was at least not lower than that of their traditional counterparts [Lamberti, Benedetti, Chen, 2014] .
Thus, access and trust are the necessary conditions for formation of a positive attitude towards public electronic services, but they are definitely not enough to make the consumers become loyal to PeS. Motivation, caused by the perceived quality of public eservices, is the next principal piece in the chain of formation of the loyal attitude [Lindgren, Jansson, 2013] .
research methodology
The three above-discussed aspects related to PeS adoption by citizens constitute the theoretical framework for the current research. In this section we discuss this framework as well as describe the empirical methodology.
Research background
In our opinion, the above-specified aspects of PeS adoption (access, trust, and motivation) should be considered as consecutive components of a hierarchical model of PeS adoption, where on the first level it is important to provide access to PeS, then, on the second level, to support trust in PeS, and on the third level to appropriately motivate the customers to use PeS (see fig. 1 ). Only when all three conditions are met, the government can substantially increase the level of PeS adoption by its citizens.
Let us now discuss how this model relates to the current situation with PeS adoption in Russia, because on each of the levels there are certain peculiarities for its citizens.
Level 1. Access. PeS adoption on this level is majorly not of a big problem in modern Russia, specifically, in big cities. According to a recent study of the "Public Opinion" Fund, the average level of Internet usage by people in big cities (with population of more than 1 million people) is 73% as of the early 2017, while as of fall 2016 it was 71%. For St. Petersburg, these numbers are 83 and 79%, correspondingly. So, we can see that most of the population in Russia has physical access to the Internet [FOM, 2017] .
As for the opportunities of multi-channel delivery of access to PeS, out of the 71% of total Russian population who have access to the Internet, 16% use only mobile devices, less than 1% use only personal desktop PCs, and 54% use both [Mediascope, 2017] .
So, as of today, with quite a wide-spread access of the people to the Internet from both the desktop and mobile devices, public e-services can indeed be provided via different channels. Level 2. Trust. On this level, trust in the modern technologies is not a problem for the Russian citizens. According to Rosstat, the share of population, not using the Internet due to security reasons, was only 0,5% of the total population in 2016, while in 2014 it was 2,2% [Rosstat, 2017] . So, usage of new electronic technologies for public services delivery should not be a barrier for PeS adoption.
The actual barrier to a wide-spread PeS adoption in Russia arises within the institutional aspect of trust. Unlike public services in the traditional format, nowadays in Russia public electronic services usually cover only a part of the whole service delivery process. In the majority of cases, the applicant can only submit the application and the necessary documents electronically. But in order to receive the result of a public service, he or she still has to visit the corresponding state body. For a very limited number of public services, the whole process of obtaining such services is completely in the electronic format.
Another important barrier is that a lot of processes of public services delivery in Russia are non-transparent to the Russian citizens. All this forces them to choose the traditional format (say, personal visit to a multifunctional center) more often, because, in this case, the applicant will at least be sure that he or she indeed submitted the correct package of documents and filled out the necessary forms correctly. Thus, the confidence (trust) in the ability to correctly go through the whole PeS delivery process personally and distantly is undermined.
Level 3. Motivation. Unfortunately, the problems on the level of institutional trust virtually do not allow a full-fledged motivation for citizens to switch to PeS. Once the applicant has to use a combination of traditional and electronic channels of PeS delivery, the integrity of the whole process of interaction with the e-government will break.
Thus, despite the obvious benefits of transferring even a part of the process to the electronic format, the customer, as a consequence, does not distinguish between the service channels and prefers the one with less risk of not obtaining the public service at all.
These considerations get us to the main research hypothesis.
Hypothesis. Nowadays, Russian citizens do not perceive public services delivery in the electronic format as an integral part of the whole public services delivery process.
This hypothesis is tested below on an illustrative sample of citizens of St. Petersburg who used the St. Petersburg Portal of Public Services.
Sample collection
To reach the aim of this research and test the main research hypothesis, we developed our own questionnaire and ran a survey among 56 randomly chosen St. Petersburg citizens who:
• was able to access to the Internet (at home/ at work/from a personal mobile device); • were aware of the Portal and the public services it was providing; • had previous experience in obtaining public services online in general and via the Portal specifically. The survey was run in May 2016. The answers were collected by asking people in person. The questionnaire consisted of the following parts:
• Part 1: a sub-questionnaire on socio-demographic characteristics of the citizens (such as age, gender, level of income, access to the Internet, readiness to make transactions via the Internet); • Part 2: a sub-questionnaire on the quality and attitude towards the Public services in general and those provided via the Portal (in the electronic format) in particular.
Taking into account the fact that all the respondents have all the above-mentioned characteristics, we can state that they pass the first (basic) level of the public e-services adoption model described in section 3. This is why Part 2 of the questionnaire contains direct questions on the citizens' attitudes towards trust and quality of public services both in the traditional and the electronic formats. The description of the variables used in the research is given in table 1.
Empirical methodology
Methodologically, the following procedures were conducted 1 . 1 The details of the used techniques (exploratory factor analysis and hierarchical cluster analysis) can be found, for example, in [James et al., 2017] . The calculations were made in statistical package R version 3.3.2.
Step 1. After analyzing the reliability of Part 2 of the survey (using the Cronbach's alpha), an exploratory factor analysis (EFA) on the corresponding 5 variables was run to reveal the latent structure of citizens' attitudes toward public services (both traditional and electronic).
Numerically, EFA allows to do at least two important things. First, reduce the number of the original variables by recombining them into a fewer number of factors and filtering out the noise information. Second, give new informative interpretations to the obtained factors.
Step 2. Using the obtained by EFA factors, a hierarchical cluster analysis was run on these factors in order to detect and describe specific groups by the loyalty to public services (as well as to control for possible heterogeneity even despite2 the moderate sample size of 56 observations).
discussion of the empirical results

The citizens' attitude towards public services
As it was mentioned before, to check the validity of the questionnaire on the quality of the Public services, the Cronbach's alpha was calculated and found to be equal ~0,7 which speaks in favor of an acceptable quality of Part 2 of the questionnaire (the generally agreed upon lower limit for Cronbach's alpha is 0,70 [Nunnaly, 1978] ).
To increase the interpretability of the outcomes of the Public service quality questionnaire, an exploratory factor analysis was conducted to identify the structure of the citizens' attitudes in a more detailed manner. The results are provided in table 2 and in fig. 2 . Fig. 2 is known in factor analysis as biplot which is a type of exploratory graph constructed, particularly, to depict the original variables in the coordinates of new factors (the first two principal component) and to see which of them are closely correlated. Table 2 presents the loadings of the original variables in the newly constructed factors. Original variables with loadings exceeding the threshold 0,5 value were selected for inclusion in the new factors.
As it can be seen from table 2 and fig. 2 , the five variables can actually be combined into 2 principal factors (Factor 1 and Factor 2) which, according to their components, seem reasonable to be named, correspondingly, Portal loyalty and Public service loyalty. In fig. 2 these two factors are schematically shown with two dashed arrows.
The non-triviality of this finding lie in the fact that the original five variables form these specific groups. For example, surprisingly, but neither estimate of trust, nor estimate of the quality of traditional public services are not correlated with the variables associated with the Portal. The combinations of the corresponding variables (depicted as the dashed arrows in fig. 1 ) are orthogonal to each other.
Basically, this means that the citizens perceive the Portal (electronic) public services and the traditional public services as independent of each other. This finding speaks in favor of our main research hypothesis: unfortunately, the surveyed citizens do not perceive public e-services as an integral part of public services in general.
Specifically, for the Portal authorities this means the following: unfortunately, as 
The total variance explained by the two factors is ~0,74. The test of the hypothesis that two factors are sufficient has the chi-square statistic of 0,92 with the p-value of 0,337 meaning non-rejection of the null. Given in bold are the loadings higher than 0,5. of nowadays, the efforts of the authorities make to increase popularity of the Portal e-services would not be backed up by the trust of the citizens in the public services in general. Thus, the proclaimed popularization of public e-services may encounter additional difficulties.
Portraits of typical public e-service customers
At the second step of our analysis, we used the two obtained factors to run a hierarchical cluster analysis (HCA) to take a closer look at the characteristics of the citizens according to their attitude both towards the traditional and the public e-ser vices. This allowed us to construct several typical portraits of the St. Petersburg PeS customers.
Using the Ward linkage method, we ran HCA and applied the Hartigan pseudo F-index [Hartigan, 1975] to find the optimal number of clusters which occurred to be four. The mean values of all the socio-demographic variables and the previously calculated Factor 1 and Factor 2 are given in table 3 for each of the clusters (groups).
The mean values of the loyalty factors are of primary interest for us in this segmentation. Mathematically, the positive sign means that the group (cluster of citizens) is indeed loyal in the corresponding aspect, while the negative sign means the opposite. The obtained results suggest that we have identified all four possible combinations of the citizens' attitudes towards public services both in the traditional and the electronic forms.
Group 1. Citizens of that group have negative loyalty to the Portal, but positive loyalty to the traditional public services. Appoximately, only the half of these people (55%) intends to use the Portal in the future. They are quite young (average age is 29 years) and well-educated (average education is 4,1) people, who are not afraid to run transactions on the Internet (average readiness is 100%).
The possible disloyalty to the Portal services may stem from their higher require- ments to the quality of provision of the Portal services. Therefore, the Portal authorities should work hard at improvement of the e-services provision quality to attract such citizens to use the Portal. Group 2. These citizens are older (average age is higher than 36 years), though, also well-educated (average education is 3,9), but only 63% of them are ready to actively make transactions on the Internet, the latter value being the smallest across all the four groups. These people are not loyal to the traditional Public services, but loyal to the Portal -94% of them are ready to use the Portal in the future. Due to their age, they may already have negative experience with the traditional services, thus, disloyal to them, but have hopes about the new electronic technologies and, thus, are loyal to the Portal.
This means that the Portal authorities should use the loyalty of this group of citizens and make all the necessary efforts to persuade them in the safety and convenience of working with the Portal.
Group 3. These citizens are loyal to both traditional and electronic Public services. They are young (average age is 30 years) and majorly are not afraid of making transaction over the Internet (average readiness is 94,4%). They have a 100% level of intention to use the Portal in the future.
This means that the Portal authorities should make all the necessary efforts to preserve the loyalty of these citizens and keep them using the public e-services provided via the Portal.
Group 4. The citizens of this group are the most disloyal: the have negative average scores for the both factors. Only 46% of them intend to use the Portal in the future, preferring personal communication with the government bodies. Although, not very old (average age is 31,7 years), they are not very ready to make transactions over the Internet (only 72,7% of them are ready to do it). This group has the highest fraction of men (36,4%), and all the people of this group are not single.
This is the most difficult group to work with. The authorities should come up with special loyalty programs for such citizens (including different incentives) while actively proclaiming the advantages of the electronic way to obtain public services.
In general, the empirical findings of this research are in line with the current literature and emphasize the following: once the access to PeS is provided (specifically, in the big cities in Russia), there is a strong need for the authorities to work on trust and motivation for the citizens to use public services in the electronic format.
recommendations and conclusions
In this research the St. Petersburg citizens' attitudes towards public services provision (both traditional and electronic formats) were studied with help of modern statistical methods. The conducted analysis, even despite its pilot nature, allowed us to show that Russian citizens strongly distinguish between the traditional and the electronic forms of public services provision. Obviously, any government benefits from conversion of public services into the electronic format. First of all, such conversion decreases unit costs of services provision. Second, the electronic form of public services provision allows a much deeper look into the structure of demand for such services and thus, as a result, increases the performance of the provision process.
But transferring public services to the electronic format should be beneficial for both parties -the government and the citizens. Unfortunately, nowadays there is no single strategy for customer migration from traditional to electronic channels of interaction with e-government in Russia. Such strategy for improving the quality of public e-services should:
• cover all the channels through which a service can be provided, thus, unified quality standards are required; • promote in the value added chain of eservices, meaning that the full process of public service provision should be transferred into the electronic form; • make transparent the benefits of receiving public services electronically, since these benefits are still not obvious to the customers.
It is important to remember that the modern public e-services in Russia exist along with the traditional ones which provision is inevitable due to the need to ensure social inclusion. Thus, the modern organizational model for public services provision, which involves the use of certain traditional (like counter or telephone) and electronic (like portals, e-kiosks, mobile applications, etc.) channels, means and methods of interaction, should be adequate to the information and communication infrastructure supporting the public services provision.
